
COMMONWEALTH OF PENNSYLVANIA. EASE

PENNSYLVANIA PUBLIC UTILITY COMMISSI~KETFILECOP)f<~~~.~~
P.O. BOX 3265, HARRISBURG, PA 17105-3265 M-00900239

June 29, 2010

MARLENE H DORTCH
OFFICE OF THE SECRETARY
FEDERAL COMMUNICATIONS COMMISSION
445 12TH STREET SW
ROOM TW-B204
WASHINGTON DC 20554

Received &Inspectec

./111 - 62010
FCC IVh..lII Room

Re: FCC CG Docket No. 03-123
DA 10-1090
Submission of Pennsylvania's 2010 TRS Annual Consumer Complaint Log
Summary for thel2-month period ending May 31, 2010

Dear Ms. Dortch:

In accordance with 47 CFR § 64.604 (c)(I), please find enclosed for filing in the above­
captioned docket an original and four (4) copies of the annual consumer complaint log summaries for
the Pennsylvania Telecommunication Relay Service (TRS) for the 12-month period ending May 31,
2010. AT&T Relay Services is Pennsylvania's traditional TRS and STS provider, and Hamilton
Telecommunications is Pennsylvania's captioned telephone voice-carry-over relay service (CTRS)
provider. The providers have maintained the consumer complaints logs and have prepared the
enclosed complaint log summaries. These logs cover all complaints to the service providers. The
Pennsylvania Public Utility Commission's Bureau of Consumer Services has no registered TRS or
CTRS complaints for this report period.

If you have any questions or need additional information, please contact Eric Van Jeschke at
(717) 783-3850 or ejeschke@state.pa.us.

Rose ary Chiavetta
Secretary

cc: Elaine McDonald, FUS
Kathleen Aunkst, Secretary's Bureau
Eric Van Jeschke, PUC FUS
Louise Fink Smith, PUC LAW
Arlene Alexander, (e-mail copy only)

Enclosures
Original and 4 copies



AT&T RELAY SERVICES
PENNSYLVANIA RELAY

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010

~at&t
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TOTAL-
1

3

4

AT&T RELAY SERVICES
PENNSYLVANIA

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31. 2010
Complaint Summary by Category

1itF.U2tP,i
Transparency 0 0 0 0 0 0 0 0 0 0 1 0 1

Confidentiality 0 0 0 0 0 0 0 0 0 0 0 0 0

Verbatim 0 1 0 0 0 0 0 0 0 1 0 0 2

Typing Issues 0 0 0 0 0 0 0 0 0 0 0 0 0

In Call Replacement 0 0 0 0 0 0 0 0 0 0 0 0 0

'Answer Performance 0 0 0 0 0 0 0 1 0 0 0 0 1

Gender Accommodation 0 0 0 0 0 0 0 0 0 0 0 0 0

i'"~~"''''C'Dl±di'';:'''C. .
6117/2010
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PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2009 - MAY 2010

JUNE 2009 - Nothing to report

JULY 2009

TTY July 2,2009
The customer complained the CA had not relayed the call verbatim.
Category: Other (CA/OPR)
Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.
Contact Closed: July 2, 2009

AUGUST 2009- Nothing to report

SEPTEMBER 2009 - Nothing to report

OCTOBER 2009 - Nothing to report

NOVEMBER 2009- Nothing to report

DECEMBER 2009- Nothing to report

JANUARY 2010

Voice January 14,2010
The customer complained heJshe had difficulty reaching the relay service.
Category: AnswerfWait Time
Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the customer's inconvenience. Referred to technical team for review.
Contact Closed: January 14,2010
FCC: Answer Performance

FEBRUARY 201 G- Nothing to report

MARCH 2010

TTY March 18, 2010
The customer complained the CA had not relayed the call verbatim.
Category: Other (CA/OPR)
Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.
Contact Closed: March 18,2010
FCC: Verbatim

PA-FCC2010.docx 6/17/2010



PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2009 - MAY 2010

APRIL 2010

TTY April 16, 2010
The customer complained the CA did not remain transparent.
Category: Other (CA/OPR)
Escalation: Received by the Pennsylvania Relay Center and handled by the National Customer
Care Center.
Resolution: Apologized for the inconvenience. and assured the customer the CA's manager
would follow up accordingly.
Contact Closed: April 19,2010
FCC: Transparency

MAY 2010- Nothing to report

PA-FC001Q.doc)( 6/17/2010



Pennsylvania CTRS 2010 FCC Complaint Report
6/1/09 to 5/31/10

C:ajOtel--C:olnjOlaints

Inquire Date 101711009
Record lD 10197
Call Taken By Customer Service Rep
CANumber
Responded By Tina
Response Date 101711009
Resolution Date 101711009

C:aptel--C:olnplaints

Inquire Date 111511010
Record ID 10747
Call Taken By Operations Mgr
CANumber
Responded By Diane
Response Date 111511010
Resolution Date 111511010

External C:olnplaints--Misce/laneous

Inquire Date 31/711010
Record lD 10973
Call Taken By Customer Service Rep
CANumber
Responded By Tina
Response Date 31/711010
Resolution Date 31/711010

Customer inquired if requested CapTel information had been mailed.

Customer Service verified that the information had been mailed and
explained that if it was not received in the next few days to contact
Customer Service. Customer understood.

Customer stated that when placing a call through CapTel they receive
a bill for long distance and the call should not be long distance.

Assistant Operations Manager verified the number the customer was
dialing and stated that because of adding the" 1" plus I0 digits that
this could be why it is billing for long distance, but directed customer
to CapTel for follow up. Assistant Operations Manager put customer
in touch with CapTel customer service to resolve the issue.

Customer stated that they have a second line for their CapTel device
but they are now receiving calls on that line that are from
telemarketers. Customer inquired what they could do to stop those
calls.

Customer Service apologized and stated that the second line is the
same as any other phone line and if they are receiving telemarkctcr
calls on this line they can register the line with the national do not call
list and also may contact their provider to set the phone as unlisted.
Customer understood.



PA PUC Docket No, M-2010-2182387

Tracking # Date of Tima 01 Call Agency State Agenl# Category # Nature 01 Complain, Elfplanallon of ResolutIOn or Status Date Resolved Rep
Complaint Program ofCnmplalnt Imllala

12339 618J2oo9 2:25:00PM ","'" NA '''60 OiallrlQlSelup- Call V1f.IJUI'o\ Aovlstd customer 10 delele mistaken Call wai~og block cOOe. 61812009315:00 00
PM

12439 6/1212009 4:00:00 PM Tectmical NA 22030 Captions - slOP [n middlll 0 l(lIIlISligated matter and foLll'rd isolated incident irJef\li~ing ther /1212oo94:Ul:OO M'

~" wa! an issue at thl CA's wor\l:station,lhus causing the mOde,~ PM
cOMeGllonlo drop and captions 10 slop In thl! middle of the cal.
CS Rep followed '4l with customer 10 Infonn them of this findln
end epologilell lor this e:a:perienee.

"'" 5116/2009 4:00:00 PM Product NA 33070 Die~nglSetup - Dialing Advised proper pro~rtmming oJ dilllinll prt!fll; for oulbollnd 6118f.20094:15:00 EY

"''' CIIption&cl clllIIng. PM

12564 7fiJ2009 10:30:00 AM ProduCl NA 33110 DiallOg Inue. Using Pulse Aclviseli CIJSlomer 10 changa phool eet1ing (rom t~neto pulse. 717l2oo910AO;00 OY
Insteali olTone dialing or This res~ved OJslomlfs uj)ll1ance. AM

121159 7/1312009 9:45:00 AM Prodlle/ NA 33080 Dialing Issue· Cln't liial Alivlsetl CIJJ10mir 10 l\.Im 01l2-lkle m~Qe in tile mel'lU 01 the 7113f.2oo9 KW
01,11 in cepli~n m~lIe CapTel phone becaute cutL:lm8l' Ulel one phontlline with 10:20:00 AM

CapTel. Confirmed lhil ruolwd OJ1tomefs e~perlel'\Cll,

12985 711412009 8:20:00 AM SeMce NA 11030 Accuracy 01 capUons CUstomer nol&<l a captioneli call whe(e aphanlam WDl'd 7I14f.20098;45:oo JR
appetred althe en(! ollhe conversation, CS Rep i1polovllecl'fo AM
Incida/lC4lllnd lhallked OJslomet for brtnglng her experience I
OUl" lItlen~on. Call delall was shared with Call Cenler
m"3\i'8lTlElnl for follow up with the CA br lhe CA's supervisor.

1305~ 7/1712009 8:45:00 AM Service NA 11030 AcaJracy as captions CusCllmer snerad feedback regilrclirlg iilCQJracyol cepijons. and 7117/20098:50:00 JG
provili.cl specific ClllJ dele. CS Rep apoIoglzelllar ~ence AM
anli lIinIfld CUSlOm6f for the feedback. Call damll was shara
with Call Cenler mlllagement for foll~w up wilh the CA by lIle
CA'. slipeiVisor.

lJ065 7/1712009 11:15:00AM Technical NA 22990 Temcal • Genera! The Caplel Servici recording thaI prompts \he C11l1er to en~ 7/17t2009 Sf
tile number they wenllo lilal was temporarily out of O/'lMr, thu 11:20:00 AM
lI'le ceDer lild 001 know when to ellter the n~b8r lhlly were
call1n\l. CSR IIdIt"d I;1lslol\'MI( to Inllrthl ru,mbef!hey wish
to cell eher IS second pauli. T,chnical support then reset
equi~nl resolvlnglhe Inue complel,",y.

1'3202 712412009 9'15:00AM P",,,, NA """ [)ijalinglS~lup' ....a~ Wallin Advl58d w510mef of p'Oll,r pr~remmil1g o! w.11 waiting blocl 7n4n0099:30;00 M'
fOf lucclnfloll oul!».tla caplioned cal~ng. Confirmed this AM
adjuslmtn\ ~&OI\o6d ew.tomefa vxpenlll1C8.

13249 71'2'112009 U,sOOPM Product NA 3307Q DallnOl5atlJp • Dialing Advised proplr programming of dialing prefix lor oulbounli 7/27120091:55:00 Sf
Pre.fix captioned calh~, PM

136901 8118120011 2:15:00 PM Prod'" NA 33070 D1allnglSelup· Dialing Ad~iseli proper programming of dialing pl'tlnx lor oulbounli 811812009 2:30:00 JR
Pfefill; capUoned calling. Confirmed this IdJullm.nt resalvlli PM

culltomefs expll1,ncl.

14156 911412009 9:55:00m Tlchnical NA 22030 ICepljons - slOP 'Inmiddle 0 Cager IlienUlled specific captioneli call thaI captions slopped I 91141200' MF

~"
the milidle Of. Further Inves~gaU,"llfound lIlal CA 1I60511ogge 2:30:00 PM
multiple iuun in " \roIbIe liclcet on the call, T1IrI:liJghOlA 1/11 call
lM CA lIoleli al.ldlo difficulilet CSR ahllr8lf 1/111 with the
customer and llivised I118l should lhey ever expenenca
difficulty Uke this again. lt1ey have the ability ICl tum Cllp~ons ()
anli bact: on dunng a 2.linll caM to establish II new COflner:2l0
with th, captioning lIervice wtvIe (he other pany flll'Nln&
CWlneQ6d ~n Line 1, Celler satisfied.

14156 9114r~ 10:30:00AM Prod"" NA 33110 Dialing Issue· Using Pulse Advl$ed ClJslomer to change phonl selling from 1001 to pulle. ii1412QOi 1J
In&IMlicfTOMorTone 10:40;00 AM

14159 9114(2009 11:00:00AM Prod"" NA 33110 Dialing Issue:. Using Pulse Advited customsr to ell,nll' phone flUing from tone to pulse. 9/14f.2009 $1
insteali ofTonll orTone ll'llll'liolveli OJ.lom",. experillllCt. 11:25:00AM



PA PUC Oocket No. M-2010·2182387

TrackirLg # Dale of Time of Cal' Agency State Agent. Category# Nature of Compliunl Explanation of Resolution 01 Statu9 Date Resolved Rep.
Complaint Progriltll ofComplaint InitIals

14193 911512009 , 00:00PM Pl1ld\ld NA 33110 Dialing Issue· Using Pulse Advised customer to change phone setUng from tone 10 pulse. 911SJ20~ 1'15:00 JR
instead ofTol'lll or Tone This ruolved Qmome~s IUperienca, PM

14303 911812009 2;0~;OOPM Te~icaJ NA 22030 Captions· flop In mlddle 0 Cusklmer idlHltified specific call whore CllpUOrlS seemed 10 sla,~f.21120091:15:00 MF
,," and Sltlp UvoughOUl CSR furlherinvestigated the ea~ ll/ll:l 'M

found no ltouble 10 cauae !hI' upal1anCII. CSR $tnt Cl/stomOl
leiter ,xplairling Ihi, and el'lCC1Ul'llged QJs~mar 10 dOClJmtlrll
date, ~me, and CM details of 8ny specifio cal,lswhere iUIJea
are aWflllMn~d. AdVIsed cuslomarlhallhe e~perience may
have been dua 10 th. audio on lI'\a cllll pavsing tNovghouL

14372 9124J200Q 11:00:00 AM Produd NA 33000 DialirlglSelup - Call WaiU Adlli&&d CUStomllf to dalala ni$talo:Alrl C..UWaitil"Oll block co(ja, 9/24/2009 M'
ConftlTTlad lhis adjustmenl ruolved OJstorner's ~xp\lliellC8. It:10:00AM

14$l5~1 101271200~ 1.45:00 PM Product NA 33080 Dieting-Issue· C6rl'\ dial Daugnler calJad in (nol at CapTai's ~t1on) uying Mlomllfl 10/2,712009 sr
Qulin capfioolOOde MVitlg dlfllaJl~aa maklng out~ng calla. Daughlllfwenled to :55:00 PM

furthit' ltoublesnooUng wtlilll al Q.ls\ame~a house 10 ensure th t
communlcalion Is done withoul fruslralioo since she is
cancetMd Ihal euslomtorwauld nOI bl Iblll h9lldle
troubll.hoollng on her fmn if thll ClpT1i1 il nOI worlllng.
CiJ9lomeris rrt:m IDle to successfully meke caplloned calls.
Dialing records shOw SOIM misdl8[1ng,

15082 1113f.i!009 11:15:00 AM Product NA 33110 Dialing IssulI· Using Pulse Advised cuslomer to change phone setting Irom tone to pUlse. 11/312009 RC
instead of Tone orTone This ruolYed cualom'~1 expalience. 11:20;OOAM

15162 11/612009 12:45:00PM
,_.

NA 33110 Dialing li:MI' Using Pulse Aclvlsed oostomer \0 change phone setting from lone to piJlll \116/200111:15:00 JL
instNd of Tone or Tone ThIs resolYed CllSlom6r'a exparience. eM

1539Qo 11/1~12009 8:25:00 AM Sllrvioa NA 11030 Accuracy of cap~ons Cuslomer sh..rad f~edblck ...gardl~ accuracy of caplionl. CS 11/1912009 JR
Rip apologized for incklallCl emlthanked CUlilOmel for bJinoing 8:35:00 AM
their experience to our attention. Since cuatomer did nol h.va
spaclnc egmp(es, uked cullomer 10 documenllhe dale, lime
and CAll of any fulura ca~s 10 allow lJS to lake speoiflc aellM
with the CA captioning Ile can.

15427 11R012OOil 1:~500 PM 'rod"" NA 33110 Dialing luue • Ualn; Pulse Advlsell CiJ9tomlll' on how to change phone seWng from ~e I 11f2Of.!OO9 KW
instead 01 Tone Of Tone pulsll, 1:50:00 PM
instead 01 Pulse

15497 1112312009 12:00:00PM Sarvice NA 11030 Accilracy of capUon. Customer referencld genaralized inao::UflltI oll,lXioning. CS 1~12009 M"o
Rep apologized lor incidence and lIwIked CiJstomellor 10:55:00At.l
feedbacll Explained how caplkmt; 1/& l18fllll'eted ut;lng vo~
rel:OgnlUon IIchnology. Feedb'lellil rlUlvlKl was
dowmen\.d. Cu.lQmlll' $esvlca Representa~'o'lllug\IUlecl

W$lomar dOanlenl the dale, ~me end In particular Ihe CA
number 01 any Mure probl8l'll8UC caDs In ollllll' lIlal Cuslomer
SlN'YIce may IDrwlRl ...1l1og d8lllOCeil elnter lor quaDI)'
c:onlr1ll andlolatle spedli<: ~llon IJJI1H'lhe""CA ca~tioolr\g lila
",.

16570 121112009 10:15:00 AM Service NA 11030 Accuracy 01 captlont; Cut;IOm... Shartd '"dbtick re~'fding i1ccurecy 01 caplions, CS 121112009 M'
Rip IpolQojjized fill" incidence llI1d Illlmklld customer for bl'\ngin~ 10:30:00 AM
their expanenClto our 81ten~on. es suggnled culmmer
document tile dale, ~ma end CAl of any future r.&Ila 10 aUow u
10 lakll tplcJflc eCl!on with th\l CA capUoning the call,

1557'1 121112009 10:15:00AM Service: NA 11010 AnsW6rlrlg machine Shared lip. wilh cuslomer to help maxllT\l1a SUOC85S of 1211/2009 M'
message rellilViI answlring mactllne messaoe I'9lrieval, .uoh as I\OIdl", thl 10:.45:00 AM

herKISel81 closer wlul'\her INlay from lh8 llUwenng mach1ne
speaker.

15611 12J3J20011 8:00:00 AM Produ<:/ NA 33710 Clallng 15_· Using PulS8 Advised tustomer to Change phone selting from pulse to tone. 121312006 6:10:00 RC
Instead otTone or Tone This r&SOlved customer's expar1&nee. AM

15741 121912009 9:25:00 AM 5oM" NA 110ilO S8I'Vice·General CSR ad-.ised cuslomer who ~xparfe~d dalay beyOfld thl 12J1OQOOIl KW
norm In getting ecapUonIsl on 1219J09 1tI111lhe C6plioning- 9:30:00At,I
Service is open 24 hours a day, seven deys &week.lncllJdlng
holidays. CSR noted that on 1219/OQ ilia CapT" CIIl Cenlrrs
WfIre operallonal, despite. 1~ inch Dliuard W'\Cl bu, nMcas
curfued. The GOVllmcrdacllJ'8d a lla18 of emergency due 10
the 8lomL The canters wel'l!l sla!l"ed willi capllonlll.ll, bullha
walt Umefor In operetor may have bun aliW.long&r IhlIn
UlIU111 d~ to thase circumstances. CSR llpologiz&d lor IIlI
lnconvenianoe. Customer noted greHlude It !lIving nr.1aI
despite the unusual weather condiliOn.,

158511 12115r.!009 4:15:00 PM Product NA 33110 Dlalinll Issue, Uslnll Pulse Adviaed ClJllomer to ¢lange ptlone stlUng from lor.e 10 pulse. 1211~9 sr
',nsl8ld olTone or Tone Thil resolwd cuslom6ts experi&r\OO. 4:25:001'101

16347 1115/2010 11:66:ooAM Prolluct NA 33070 Dialir¢ewp •Dialing Cuatomlll"s helper reportad W'iilbilily 10 un the Caplel phOnal 111512010 JR

'"'" II hospIW Htling. CSR edvised proper programming of dialing 12:15:OOPW
preliX 11)1 OUlOOuM caplioned ceiling. Confirmed tIli. ad]umnenl
re&Ol....dClJIIQmer', axplr1lnt1.




